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CHAPTER I 
INTRODUCTION 
Upon joining the staff of the Worcester Family 
Service Organization in 1949 as the intake worker, the 
writer became interested in the requests for service, 
brought by the clients in initial applications, and the 
basis for their acceptance for continued treatment in 
relation to the function of the agency. The problems 
were mainly centered in emotional areas, behavior adjust-
ments and marital difficulties. The scope and content of 
these caused wonder as to whether a definite trend was 
being evidenced which might point the way for future 
development of program. The question arose as to whether 
the requests for service differed from those presented to 
the agency ten or even five years ago. If they were 
different, in what way were they different, and what had 
influenced the change? Was it that people had a better 
understanding of the kind of help they needed and where 
to turn for such help; was it that wider and more effec-
tive interpretation of the kinds of help available gave 
better understanding to people that they could be helped; 
or was it that program changes of the agency due to relin-
quishment of former services to public resources was 
developing definite methods of giving help in situations 
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which heretofore had not had the full concentration of the 
family case work field; or was the entire trend, if shown 
to be a marked one, a combination of these factors? 
Discussion with the agency's directors revealed 
decided interest in these points mentioned above. They 
felt that a study which would shed even a small clarifying 
light on what has been happening during the past ten years 
would be valuable in pointing up indices which would be 
helpful in determining the approach to future policy and 
program, and the methods of developing these. No such 
study had been done during the past decade of this nature. 
It was therefore decided that a study of the trends shown 
in the initial interview of the new applications accepted 
for continued service during the past ten years would pro-
duce some significant conclusions concerning the posed 
questions and would be instrumental in planning the future 
role of the agency. For this purpose, then, the study was 
undertaken, with the aim in view of studying these cases 
accepted for continued service by the agency d~ring the 
past ten years, to show in what way the agency should 
develop its program in the future. 
The writer felt that such a study should include 
a history of family service agencies to present a picture 
of early and present-day organizations, and more specific· 
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ally a history of the Worcester agency to show the devel-
opment of the agency and its program over the years. Ma-
terial for the former subject was obtained from literature 
in the field. For the latter topic some written material 
was available through annual reports and published sources, 
but some program changes were not recorded and it was 
necessary to discuss these with staff members and in 
conferences arranged with the agency directors. 
The years 1939 and 1949 were chosen for the study 
because of two policies which came into effect in 1937 and 
1948 on the basis of which the agency was operating in the 
two years selected. These will be discussed more fully in 
other chapters as the material develops, but it seems ad-
visable to say something about each of these policies here. 
In 1939 the agency was operating on the theory that relief 
should be used as an instrument in working through t6 other 
areas which were causing family distress.! By 1949, how-
ever, the agency functioned according to a policy adopted 
in November of 1948 which provided for service to clients 
where relief for basic maintenance was not a factor. The 
year 1944 was selected as a medium between the ends of the 
decade and would point out the trends in the middle of the 
1. "Function of Family Casework Agencies," Family 
Welfare Association of America, 1937, P• 3. 
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' ten years. It was felt, however, that case material from 
the years 1939 and 1949 would be most significant for the 
purposes of the study to show divergencies and that 1944 
cases would be used only for statistical purposes. 
In deciding on a method of selection of cases for 
the study it seemed feasible to confine the selection to 
the same part of each of the three years chosen. The 
months January, February, March and April were selected as 
they are the months of the year when the agenc~unhampered 
by vacation interruptions, is operating at full complement. 
As the intake period is the point at which the 
basis for decision for continued service is made, where 
interpretation of agency policy is given and where effec-
tiveness of interpretation of agency function in the com-
munity is shown, material for the study was collected from 
reading the initial interview in each of the new cases 
which was accepted for continued service during the study 
period. These cases were listed from an intake book which 
is kept on a yearly basis in order of months and in which 
the cases are classified according to problem and disposi-
tion. 
In 1939 the cases were classified as "major", 
"minor", and "inquiry cases", in 1944 as "new continued", 
- -
"new brief" and "no case made" cases; in 1949 as "accepted", 
- . 
"accepted and referred" and "no case made" cases. 
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The "major", "new continued" and "accepted" cases of the 
three years were those cases in which continued case work 
service was offered and accepted during the intake period. 
The "minor", "new brief" and "accepted and referred" cases 
of the study period were those applications which were 
given case work consideration during the intake period, but 
were not accepted for continued services either because the 
client was unwilling to continue, or other resources were 
available to meet the clients needs or the problem could 
not be solved because of lack of available resources. The 
"inquiry" and "no case made" cases of the years were those 
in which the application was not accepted for service on 
the basis of agency regulations pertaining to function, 
agreements with other agencies, boundaries, and so forth. 
There were 120 new applications accepted for continued 
service during tne first four months of the years 1939, 
1944 and 1949. This figure, 120, represented about 30 per 
cent of the total new intake for the entire three years 
combined, which was 410. The 36 new cases accepted for 
continued service in the 1939 period represented about 
28 per cent of the total number of new cases for that year 
which was 130; the 35 new eases accepted in the first four 
years of 19L~ also represented about 28 per cent of the 
total new continued intake cases for the year which was 124 
and the 49 new cases which were accepted for continued 
service during the first 4 months of 1949 represented 
about 31 per cent of the total new continued intake cases 
for that year which was 1$6. 
After reading a sample of the cases of each of 
these three years the writer decided to study the intake 
interview from three points of view, the source of referra~ 
the economic status and the problem which the client saw 
as the reason for continued service. These three points 
were considered as indicative of the community's under-
standing of the agency's function, the effectiveness of 
interpretation, the class of people who use and need the 
agency's services, the effect of changes in policy on 
applications and service and the areas in which the agency 
is most needed and useful. The study of these three points 
would indicate weaknesses and strengths in the above-
mentioned, and would serve to answer the aim of the study. 
Information from the intake interview was arranged on a 
schedule and figures thus computed.1 
1. See Appendix. 
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CHAPTER II 
HISTORY OF FAMILY SERVICE AGENCIES 
Family welfare societies constitute one of the 
largest groups in the field of social work and are the 
direct heirs of the charity organization movement which 
began in England with the founding of the London Charity 
Organization Society in 1869. This society was designed 
to coordinate and systematize the services, particularly 
relief-giving, in the existing voluntary agencies. The 
attempt was to bring order into a chaotic field of indis-
criminate methods of almsgiving, and to organize the re-
sources of the community to fit the needs of its families. 
These principles directly influenced the work of 
many societies in America during the next decade. The 
depression of 1873 brought the realization that resulting 
problems were more than a local concern. Despite the 
hundreds of local relief societies it was generally recog-
nized that existing methods of private charity were inef-
ficient, and this crisis resulted in the direction of 
energies toward remedying an intolerable situation. In 
1877 Reverend s. H. Gurteenl drawing on his experience with 
the London Charity Organization Society, experimented in 
Buffalo, New York, with the first society of its kind in 
1. Arthur Fink, Field of Social Work, p. 102. 
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' the United States. The purpose of the organization was 
to help organize existing local charities, to investigate 
cases and refer them to proper existing agencies. Within 
six years twenty-five cities had adopted the central prin• 
ciples of the charity organization movement. Although the 
primary purpose of these societies was not to give relief, 
many agencies found themselves doing so as they were often 
the only organized society in their communities and be-
cause people were not accepting of services without relief. 
The basic function of these organizations was to become 
acquainted with needy families, study their needs and help 
with counsel and encouragement, focusing on poverty and 
associated problems. Sain Francis of Assissi and Saint 
Vincent de Paul Society had been among the earlier inter-
preters of this ideal; Octavia Hill, Thomas Chalmers and 
Sir Charles Loch were among those who translated it into 
practice in England. Among its notable exponents in Amer-
ica were such pioneers as Zilpha Smith, Alice Higgins 
Lothrop, Josephine Shaw Lowell and Mary E. Richmond. 
Within a quarter of a century of the beginning of 
the charity organization movement in America, there arose 
simultaneously other factors with which the progress of 
the societies were concerned. As interest in causes of 
poverty increased, efforts led to improvement of community 
8 
conditions. Among the earliest of these concerns was 
housing. Against great odds, opposition and indifference, 
the "Tenement House Committee" of the New York Charity 
Organization Society under the leadership of Edward Devine, 
its director, succeeded in 1879 in securing housing legi-
slation. Similarly, the prevention of tuberculosis was 
another crusade in which the charity organization movement 
was engaged. Again under leadership of Edward Devine a 
committee on "Prevention of Tuberculosis" worked out a 
program of research into the social and medical aspects of 
the disease. This research directly influenced the found-
ing in 1904 of the American Medical Association's commit-
tee, "The National Association for the Study and Prevention 
.. 
of Tuberculosis". At this same time, the organization be-
came active in the field of juvenile probation and in 1900 
the Buffalo society organized a committee on probation 
which was instrumental in the passage of a law which pro-
vided for two probation officers for that city. From these 
above mentioned interests in social action two divergent 
fields began to emerge out of this movement. There seemed 
to be those who were concerned with correcting external 
factors and those who were concerned with effecting a 
change in the individual. Out of the awareness of this 
latter group developed an intensive approach to the indi-
9 
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vidual client and led eventually to the specialization of 
the family case work field. 
During this period of development, from 1873 
through the next quarter of a century, the staffs of these 
societies were comprised mainly of "friendly" visitors. 
As the complexity of the problems of family life came more 
into understanding, the need for better equipped personnel 
had been gradually felt as boards and staff alike had stud-
ied these problems. Individual agencies at first estab-
lished training courses within their own framework, but 
these were found inadequate to keep abreast of the changing 
demands of the work. Then followed formal courses and 
lectures for the visitors in the various societies. These 
steps were the fore-runner to the beginnings of the estab-
lishment of the first professional school of social work 
in 1898. Four years later under the directorship of Edward 
T. Devine the school was formally established at New York 
and is now known as the New York School of Social Work of 
Columbia University. To stimulate further the development 
of family social work in 1911 the National Association of 
Societies for Organizing Charity was established. This 
organization was designed for the purpose of pooling ex-
periences of the various agencies concerned with the family 
case work field. (This society is now the Family Service 
Association of America.) 
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Taking from the fields of biology, psychology, 
and social-economic that which could be applied within 
the framework of family case work, gradually certain basic 
principles of individual social study, evaluation of data 
and treatment processes evolved. For the first time there 
was introduced in the family case work field a philosophy 
and definite technique of case work which afforded stabil-
ity to the field. This came in 1917 with the publishing 
of Mary E. Richmond's Social Diagnosis which set forth a 
description and analysis of the principles of case work. 
It undertook to gain full knowledge of the individual, by 
thorough inquiry into past history and present situation. 
This was for the purpose of establishing facts of person-
ality and the situation on which the diagnosis was to be 
made. The end of diagnosis was to be the treatment of the 
entire family. This was the first comprehensive text out-
lining the developing methods of case work diagnosis and 
treatment and summed up for workers of the World War I 
period, case work practice. 
The understanding of the psychology of the indi-
vidual following the first World War, brought to social 
case work an infiltration of knowledge from the psychiatric 
and psycho-analytic fields. Insight into the nature of war 
neuroses, the deepening knowledge gained from the mental 
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hygiene movement led by Clifford Beers, and contributions 
from medical social service gave direction to a new empha-
sis in social case work. Fami~y social work, during this 
period, the decade following World War I, drawing on all 
these contributions was focusing on application of these 
newly formed hypotheses on the personality of the individ-
ual in contrast to the former socio-economic approach. The 
emphasis of the case worker moved from merely giving mater-
ial aid to helping the client organize his own capacities 
to use material aid constructively. 
During the depression of 1929 which started for 
family case work societies a year before, food shelter and 
clothing had to be provided and the family agency contrib-
uted much in this area from its funds. Simultaneously, 
efforts had to be made toward helping with employment prob-
lems, leisure-time activities and bolstering family morale. 
The people in need were from all classes and many found it 
difficult to ask for relief. It was this skill of case 
work practice learned during the previous decade by workers 
in both public and private agencies that served to encour-
age people during this period of depression and its after-
math. But, the family agencies were deluged with requests 
and had been limitedly attempting to meet needs. Public 
agencies were slowly getting under way to being organi~ed, 
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though still in the initial stages or development. Between 
1917 and 1929 most of the states had moved toward coordina-
tion and consolidation of welfare services. The depression 
was showing that private agencies were not financially 
equipped to handle all the needs of the people. When the 
administration of funds from both public and private local 
agencies proved inadequate, the next step was inevitable. 
This step was the assumption by the state of the total 
responsibility. Still, despite state measures, conditions 
did not improve. Local public welrare offices were unable 
to raise enough taxes to meet needs in order to receive 
state reimbursement. The move then began toward federal 
participation and private charities, unable to cope with 
needs from their funds, yielded their relief-giving prac-
tices when local and state agencies appealed for federal 
funds. This appeal led to the establishment in 1935 of 
the Social Security Act which provided for greater expan-
sion of public services and served to define a new and 
clear alignment between voluntary and public agencies. The 
outgrowth of this depression served to show more clearly 
the role or the public agency in meeting the needs of the 
community for basic maintenance and clariried the role of 
the private agency as one of prevention. During the decade 
which followed the depression, this area or prevention had 
13 
been the private family agency's field of concentration 
and deve l opment. 
The years during and following World War II have 
brought additional changes for -agencies involved in family 
case work. The assumption by the public welfare agencies 
of even greater financial responsibilities, has left the 
private family agency free to concentrate in the area of 
preventing individual and family disorganization. The 
sound development of program and better equipped staffs 
in the public field has enabled them,too, to move in the 
direction of prevention. During the same period the volun-
tary agency's worth and validity have come to be recognized 
by qualitative rather than quantitative standards and by 
what it can do well. It must use carefully determined 
criteria in judging the kinds of family problems and situa-
tions in which its social treatment program is most likely 
to be effective. Its services must be constantly geared 
to meet changing problems. Unless the family service agen-
cy exercises its privilege of selection in this way, its 
resources will be drained off into meeting the residual 
needs of the community and the agency will not be left free 
to develop a program which should essentially be one of 
prevention.1 
1. Family Service Association of America, Report 
of the Committee 2B Current and Future Planning, 1949. 
CHAPTER III 
FAMILY SERVICE ORGANIZATION OF WORCESTER 
In 1889, Worcester was a city of approximately 
70,000 inhabitants, big enough to have many of the social 
problems of the larger cities, without the facilities to 
meet them. Over one-fourth of the population was foreign 
born. Many of the churches were meeting the needs of their 
own congregation but there was a large body of unchurched 
• • • among wh ich group were many of the destitute, delin-
quent and often defectives. There were ten organizations 
in the city at that time to meet the needs of these people. 
Family social work was at that time almost unknown to the 
majority of the citizens. It was under these circumstances 
that in that year a group of socially minded people, con-
sisting largely of clergymen began to think of and discuss 
the advisability of forming such an organization to be 
known as the Associated Charities. This agency was to 
serve as a coordinating agency in social work in the city. 
The purposes of the agency as set down in the first annual 
report were: 
To secure the concurrent and harmonious 
action of the different charities of Worcester -
the various churches, charitable agencies, 
public relief, and individuals charitably 
disposed in order 
15 
To raise the needy above the need of 
relief, prevent begging and imposition, 
and diminish pauperism; 
To encourage thrift, self-dependence, 
and industry through friendly inter-
course, advice, and sympathy and to 
aid the poor to help themselves; 
To prevent children from growing up 
as paupers; 
To aid in the diffussion of knowledge 
on subjects connected with the relief 
of the poor 
And to accomplish these objec.ts_, 1 t is 
designed 
1. To provide that t he ease of every 
every applicant for relief shall 
be thoroughly investigated; 
2. To place the results of such in-
vestigations at the disposal of 
charitable societies and agencies 
and of private persons of benevol-
ence, and of the Overseers of the 
Poor, so far as such investigation 
may be necessary for the accom-
plishment of the objects of this 
society; 
3. To obtain employment, if possible; 
if not, to obtain so far as necess-
ary suitable assistance for every 
deserving applicant from charita-
ble agencies, benevolent individuals 
or public authorities; 
4· To make all relief, either by alms 
or charitable work, conditional 
upon good conduct; 
5. To send each poor family, under the 
advice of a district conference, 
a friendly visitor; 
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6. To hold public meetings and print 
papers for distribution as may be 
necessary.l 
The office was opened on November 1, 1890 with Mrs. Eliza 
Lee as general secretary, and the agency began its work 
with the firm conviction that it should give no aid other 
than emergency relief, and that such aid as needed should 
be obtained from the church with which the family was 
affiliated. Funds for the operation of the agency had been 
obtained by contributions from members in the association 
and public solicitation through the local n~wspaper, ~ 
~-
Almost at the beginning, however, the business 
depression of 1893 brought destitution to the city and 
placed considerable responsibility on the Associated Char-
ities. To maintain the original concept, that the organi-
zation was a coordinating one, a "Citizens Committee of 
Nine"2 was organized in 1895 to obtain and administer funds 
while the agency performed the necessary investigations. 
Because many citizens saw only the relief aspects of the 
Associated Charities work, and because the principles and 
1. By-laws of the Associated Charities of Worces-
ter, First Annual ReSort of the Associated Charities of 
Worcester, October 1 91, pp.~-36. --
2. Miriam Witherspoon, Forty Years of Family ~ 
vice, P• 23. 
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objects were so little understood, the pioneers of the 
agency worked hard and long with committees and organiza-
tions in the city, hoping to educate all to a level of 
acceptance of what organized charity was attempting to do. 
Another serious difficulty was the lack of specialized 
societies to whom the agency could turn for help. The 
District Nursing Society had only two nursee who used the 
Associated Charities office as downtow.nheadquarters. The 
Temporary Home and Day Nursery, a day-care and emergency 
placement organization, was doing excellent work in inade-
quate quarters; the Girls' Welfare Society was a refuge, 
primarily for unmarried mothers; the Employment Society 
was giving plain sewing to handicapped women. These were 
the only private societies on whom the organization could 
call for he lp in solving family problems. The only other 
relief agency, the Board of Public Welfare, worked cooper-
atively and willingly within the limits of its laws, with 
the agency . Formal records were not kept until 1907 and 
even then the workers performed without assistance from 
clerical help. To further coordinate the work of the 
agencies the Social Service Exchange was organized in 1909 
receiving its impetus from the nature of the work begun by 
the Associated Charities. 
Educative work with people already affiliated with 
the agency was under way. The organization, however, was 
18 
of the opinion that the entire community must know and 
understand its aims if it was to succeed. This included 
not only those who supported the agency, but also those 
who served and whom the agency was serving. 
Two plans for education of clients included a 
sewing school for repairing and remodeling old clothing; 
and a "Home Saving Society" which enabled people to deposit 
small amounts of money with the agency for special needs. 
The former plan was discontinued on the death of the in-
structor and the latter at the time of World War I when 
it became difficult to obtain collectors. This educative 
work had been interrupted from ~ime to time as other issues 
demanded the full concentration of the agency. Two busi-
ness depressions in 1908 and again in 1914 had brought 
unemployment to the city. In 1908 to meet the recognized 
demoralization that asking for aid involved on the part of 
able-bodied men, a plan was conceived of working out relief 
at the Boys' Club. Funds to meet this emergency were ob-
tained through the appeals of the "Charities Committee of 
Ministers Meeting"1 a group of men appointed by the Associ-
ated Charities• The 19lq. emergency brought more uneniptoy-
ment and another hard winter for the organization. At this 
time the Bureau of Employment and Relief of the Chamber of 
1. Miriam Witherspoon, Forty Years of Family 
Service, p. 2. 
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Commerce was asked to raise fUnds. The Associated Chari-
ties again undertook the task of investigations of needy 
cases. In an effort to provide work, the State Forestry 
Bureau appropriated funds under the direction of the City 
Forrester. 
In 1915 business conditions improved but the war 
years again brought changes which affected the organiza-
tion. There was a noticeable loss of volunteer workers 
to war service and organizations such as the Red Cross. 
Relief expenditures of the Associated Charities increased, 
not because of unemployment, but due to an increase in 
prices. More and more the distress brought by factors 
other than unemployment pointed up that the work of the 
organization should be more than relief-giving and efforts 
should be made toward helping people solve the intangible 
problems that sickness, accidents, death and desertion had 
brought. 
Through the aid of the Community Chest which was 
established in 1920 the funds to meet the effects of the 
business depression of 1920-22 were raised. The need for 
this organization had long been felt, and it was with 
relief that private agencies submitted their first budgets 
in 1920. This is still the principal source of support 
of the agency although endowments still exist which help 
in the financing. 
20 
Formal education of the workers was inaugurated in 
1924 when six leading physicians were asked to discuss the 
symptoms of diseases. Later prominent lawyers were asked 
to discuss the legal aspects of cases and other agencies 
were asked to attend. Once again, however, a depression 
interrupted agency plans when in 1929 the Associated Char-
ities found itself deep in relief-giving. 
It was not until 1933 that the clarification of 
the relief role was possible. This came about as a result 
of the reorganization of the Worcester Bureau of Public 
Welfare which had started in 1922 and which resulted in 
improved relief practices. With the agreement that situa-
tiona where relief alone was the major issue would be 
referred to Public Welfare~ the agency was better able to 
focus on the preventive aspects of its function. During 
the remainder of the decade of the thirties the Associated 
Charities directed its efforts toward developing the ser-
vice aspects of its program. Education of clients was 
undertaken again and a course in dietetics inaugurated in 
1933. Some social studies were made of housing conditions 
in 1934 and special courses in child-training problems were 
initiated for the staff. The emphasis was definitely on 
1. Annual Report of Worcester Family Service 
Organization, 1932. 
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the service side of the work, and special attention was 
given to the preventive aspects of relief. The use of 
relief as a tool in treatment was the focus, together 
with an attempt through interpretation, to minimize the 
stigma of accepting public relief. In 1940 a case consul-
tant plan was initiated through the services of a psychia-
trist who was available to staff members on an individual 
basis. A seminar on case work practices given by Bertha 
Reynolds followed in 1941. 
During this time, from the depression through the 
fifteen years following, the Worcester agency was attempt-
ing to define its role in the community social service 
picture. Family case work was moving out of its tradi-
tional relief-giving role into the role of treating per-
sonal and family problems that manifested themselves in the 
manifold areas of everyday living. Concurrently with this 
universal concept of treatment of people in need regard-
less of the nature of that need, the agency in Worcester 
developed its program. By October 1, 1943 it was decided 
because of a change in function to change the name of the 
organization to the Family Service Organization. The 
agency was no longer charitable in nature but existed to 
serve the families in the community regardless of need. 
While the program was no longer limited to relief assis-
22 
tance it was weighted in that direction and policies were 
being made on the basis of using relief on a case work 
basis where other services were indicated. 
With the scope and purpose of the program becoming 
gradually more definite and with the realization that 
relief-giving was not always the most effective means of 
introducing other services, two other aspects of agency 
growth emerged. The first was the careful evaluation and 
development of case work skills and techniques to meet the 
requirements of a service program and second, emphasis on 
an interpretation of present day family service to bring 
to the community as a whole knowledge and understanding of 
the goals of such service. In November of 1948 the agency 
directors evolved the present day program of service re-
sulting from a clarification of the agency's financial 
policy. Relief funds are to be used on a temporary basis 
only when no other resource is available and whenever 
relief is given as part of a treatment plan. In all other 
financial situations the public resources, the Board of 
Public Welfare and the Veterans' Services Bureau are to be 
used. The Board of Public Welfare assumes total responsi-
bility for all phases of a case on which that organization 
gives relief. The Veterans' Services may relinquish that 
part of a case to the Family Service Organization involving 
23 
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the case work services of an agency. 
In this community during the past few years there 
has been a trend toward studying existing agency programs 
with the view to providing facilities for adequate and full 
coverage for community needs. The results of two such 
studies has had a direct bearing on the present day program 
of the Family Service Organization. 
A study of the services offered by the Girls Wel-
~are Society and The Temporary Home and Day Nursery re-
vealed the need for professional casework service as a 
supplement to their respective programs. The Girls Welfare 
Society maintained a home for unmarried mothers and pro-
vided prenatal and postnatal care though confinement was at 
a local hospital. Though plans were made with the mother 
for herself and her child, a caseworker was not employed. 
In December of 1947, a cooperative arrangement between the 
Girls Welfare Society and the Family Service Organization 
was entered into whereby the family agency provided case-
work service for intake and continued treatment. All 
applicants were interviewed by the family worker and, if 
accepted, received continued casework treatment for as long 
a period as necessary. A self-study for the board of the 
Temporary Home and Day Nursery brought to the Family Ser-
vice Organization a request for casework service at intake. 
' This program was instituted in January of 1949• A family 
caseworker interviews all applicants for service from the 
Temporary Home and Day Nursery. She is prepared to offer 
continued casework services as such is indicated and de-
sired by the client. These two services mentioned above 
are now an integral part of the Family Service Organization 
program. 
The program of the agency has as its goal today 
the strengthening of family life by means of counselling 
and case work services to families and individuals on a 
wide range of personal and family problems. More specif-
ically these services include help with economic planning, 
vocational counselling, intra-family relationships, marital 
counselling, personality difficulties and social adjustment 
difficulties. It is one of 34 participating agencies in 
the community chest, and the only non-sectarian family 
agency in the community. Despite the many changes in 
program to fit the needs of changing times, the original 
concept has persisted of help to the individual to better 
handle his own problems and "to place those whom we assist 
1 in an adequate position." 
1. Miriam Witherspoon, Forty Years of Family 
Service, p. 20. 
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CHAPTER IV 
GENERAL PRINCIPLES OF INTAKE PRACTICE 
The person applying for help feels the need for 
the services of some agency. The process of thought which 
he goes through before applying is important in determin-
ing how much help he will receive. Another factor,. how-
ever, is whether he applies for the type of help the agenc 
can give or if he is aware of the type of help he needs. 
It is usually with a specific request that the client 
comes, not realizing that often the agency will try to 
help him increase his own capacities for dealing with his 
problem. 
Organized social work has endeavored to meet the 
problems falling within its sphere by means of scientific 
application of principles evolved over a number of years. 
It has been recognized that effective service can be se-
cured only when the problem of the client is clearly under-
stood and analyzed from the point of view of both the 
clients• needs and the agency's function. Thus one of the 
most important steps in giving and receiving assistance for 
any need falling within the two major objectives of social 
work, the economic well-being or a health-and-decency stan-
dard of living, and satisfactory social relationships of 
the individual,l is in the handling of the initial contact 
with the client. Here is information given and received, 
material organized, a tentative diagnosis made by the work-
er and a plan arrived at either of acceptance by both the 
agency and the client or rejection by either the agency or 
the client. 2 All the skill and techniques of the psychia-
tric social worker must be utilized to determine as far as 
possible in this first interview what problems exist, if 
they can be treated by a social worker, and if the client 
is ready for such treatment.3 This period of time, whether 
it be for one interview or several depending on the poli-
cies of the agency, leading to acceptance or rejection, is 
known as the intake interview. The process comprises two 
functions, that of administration whereby the intake worker 
makes the initial exploration of the need and eligibi~ity 
as defined by the legal limitations and agency procedure, 
and the treatment function whereby the intake worker en-
.counters and notes the attitudes and emotional stress 
1. Gordon Hamilton, Theory and Practice of Social 
~~~ P• 4• 
2. Howard Aptekar, "The Continuity of Intake and 
Treatment," The Family, 18:19 (1937-1938). 
3. E. M. Hilton, "Psychiatric Thinking and the 
Everyday Problems of a Private Family Caring Agency," 
The News Letter of the American Association of Psychiatric 
SOCiar-iorkers, April, 1936. --
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toward the problem brought by the applicant, and evaluates 
the applicant's needs in terms or the scope or the agency's 
service and other community resources.l 
or primary importance is the rundamental principle 
in the giving or assistance or any kind in social work, 
that the problem or the client be clearly derined at time 
or intake to determine at the earliest possible opportunity 
whether or not the service needed to meet the problem lies 
within the runction or the agency. The problem must be 
defined not only in the worker's mind but with the client. 
The first task then is to explore the eligibility of the 
client with consideration or rules and regulations of the 
agency. This is not so much to spare the agency unnecess-
ary effort, but rather to safeguard the interests or the 
client. It may well be a painrul experience ror him which 
may have a detrimental efrect upon the solution of his 
problem if he is permitted to talk at great length about 
his needs, expecting from the worker's attention and inter-
est to receive assistance, only to learn finally that he is 
not eligible for service. The need to talk out the problem 
need not be denied, but the worker should interpret the 
function of the agency, its services and limitations as 
1. Robert s. Wilson, The Short Contact in Social 
Work, 1:137• 
28 
soon as the client's eligibility status is even slightly 
apparent. The client, then, has the opportunity of choos-
ing whether or not to continue with the relationship under 
the conditions imposed. 
The intake interviewer must then determine the 
client's attitude toward his proble~what it means to him, 
I 
what he expects or wants from the agency, and to what ex-
tent he may be able to use the agency's services. Here is 
the point in intake where the highest skill is called into 
play for it is of paramount importance to successful treat-
ment that the problem be accurately diagnosed as to the 
client's need, reason for seeking help, and ability to 
accept help. 
Whether a plan of treatment is to be worked out at 
intake is debatable, and dependent on the policy of the 
agency regarding the responsibilities of the intake worker. 
Since, however, client participation is an integral part of 
any treatment plan, it would seem that some tentative plan 
should be broached at intake to afford the client a feeling 
of sharing responsibility thus preparing him for his part 
in further treatment. If the intake worker continues trea 
ment, then this principle would be particularly· pertinent. 
If the intake worker has no further contact after the agen-
cy has accepted the case for service, then the client 
should be prepared as soon as feasible so that he will be 
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equipped to carry on with the new worker. 
In any event, the final decision of accepting or 
rejecting the services of the agency should be the client' 
For, although the client wants help when he applies, he 
often will also resist accepting it. Only he can work 
through his ambivalence to the point where his wish for 
help overshadows his resistance to it. The role of the 
worker is of utmost importance in helping the client work 
through his ambivalence. The skillful use of social case 
work techniques frequently aids the client to see his prob-
lem more clearly and to overcome his natural resistance to 
accepting help. 
The more one works with people, the more 
one realizes that the way of freedom is the 
only sure way to success. The plan that 
carries through is the plan that is a man's 
own. Suggest to him, perhaps, but only as 
a thought for him to digest and to make a 
part of himself. Offer him a stimulation 
that comes from a meeting of the minds, 
from the action and reaction of ideas, from 
the thinking out aloud with someone who 
understands; edit, perhaps criticize, but 
let the authorship remain with him. It is 
both his right and the way of his salvation.l 
There is some difference of opinion regarding pro-
cedure when the case must be rejected because of ineligi-
bility. There is one feeling that when an agency offers a 
1. Karl de Schweinitz, The Art of Helping People 
Out of Trouble P• 154. 
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specific service, if the client's problem does not fall 
within agency policy the case should be rejected, careful 
explaining why the client is ineligible. No referral is 
made to other sources unless the client requests such guid-
ance. Another school of thought suggests that a social 
worker's duty to those who seek assistance is not limited 
to the services of the agency which the worker represents. 
Social workers, and more particularly the intake worker, 
should have adequate knowledge of community resources in 
order to enable the worker to give advice to clients about 
other agencies whose functions will serve the client's 
needs. The actual referral, whether immediately by tele-
phone or later by letter should be at the decision of the 
client, for he must want the help of the other agency if 
the service is to be effective. 
From the foregoing it is apparent that intake is 
an important process whether it ends in acceptance or 
rejection of the client's situation. The client's exper-
ience during the intake period may forever influence his 
future approach to the solution of his problem. 
> 
In 1939 the intake practices of the Worcester 
Family Service Organization involved assignment of ease 
workers to cover the intake applications on a daily .nota-
tion basis. On obtaining identifying information the case 
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was automatically registered with the social service ex-
change and public welfare registrations were checked immed-
iately before the interview by the receptionist. The 
intake worker assumed responsibility for continued service 
on those cases which had been accepted and for referral 
service on those cases which were rejected. 
This intake practice continued until 1949 when, due 
to a change in agency policy which was inaugurated in Nov-
ember of 1948, 1 it seemed feasible to establish a central-
ized intake department. This change in policy eliminated 
relief-giving as a major function of the agency and placed 
emphasis on the service aspects of family counselling. It 
seemed that as a result of this new focus of policy that 
more selective assignment of applicat ions for continued 
service would be necessary on the basis of the skills of 
the individual workers. This had not been an issue when, 
during the earlier part of the decade, relief-giving made 
for fairly uniform practices in the intake interview. It 
was with this idea of need for selective assignment that 
the intake department was started in August of 1949• 
Present intak.e practices place responsibility for 
the intake process on an intake case worker, whose function 
1. Supra, P• 3 
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is to interview all applicants, interpret agency function 
and accept or reject the application. · Referrals are made, 
with the consent of the client when other resources are 
available, if the applicant is considered ineligible for 
agency continued services. When applications are consid-
ered for agency service the intake worker is responsible 
for beginning treatment during the intake period, and in-
terpretation to the applicant as to how he can expect to 
be helped. Since May of 1949 registration of cases with 
the social service exchange is on a selective basis. The 
intake philosophy of the Family Service Organization may 
best be summed up in the words of Beatrice Levy. 
Actually the point of intake is the pivot 
on which subsequent case treatment rests. It 
is there that the interpretation of the agency 
is given and that partl£ipation in relief on 
service is inaugurated. 
1. Beatrice z. Levy, "The Extent of the Intake 
Interviews", The Family, 14:270-271, (1933-1934) 
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CHAPTER V 
A STUDY OF THE SOURCES OF REFERRAL 
Since the sources of referral of people to the 
social agency show the understanding different individuals 
in the community have of the function of the agency, a 
study was made of the referral source in each of the 120 
new cases which were accepted by the Worcester Family Ser-
vice Organization for continued service in the first four 
months of the years 1939, 1944, and 1949• The study was 
undertaken to see how referrals were coming to the agency, 
through what sources referrals were made in an effort to 
determine the knowledge and acceptance of the agency in the 
community. Table I gives the sources of referral. 
TABLE I 
SOURCES OF REFERRAL 
Source of Application 
Personal 
Neighbor 
Friend 
Former Client 
Unknown 
Direct 
Other Agency 
Interested Persons 
Community Contacts 
Total 
1939 
1 
~ 
9 
14 
3 
1 
35 
1944 
1 
2 
0 
4 
21 
7 
1 
36 
1949 
0 
7 
1 
5 
16 
15 
.....2 
49 
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The classification "personal" was made to distinguish 
those referrals made by persons familiarly acquainted with 
clients, and clients themselves from "direct" referrals 
which were made either by another social agency in the 
community or persons in the community concerned with the 
well-being of the referred but not personally acquainted. 
These latter were found to be professional people such as 
doctors, lawyers, clergymen, industrial affiliates, teach8 
ers and others engaged in working for the civic good. The 
third sub-division of the direct referral source was made 
to include "connnunity contacts" and represented people 
affiliated with the agency by board or case committee mem-
bership. 
Noting carefully the foregoing table there were 
some interesting changes on a comparative basis. In the 
period studied in 1939, 50 per cent of the cases which were 
accepted for continued service were referred by personal 
sources and 50 per cent by direct sources. In 19~+ there 
was a decrease in referrals from personal sources to 20 per 
cent and an increase in referrals from direct sources to 
80 per cent. In 1949 the personal referral source in-
creased to 30 per cent and the direct referral source 
decreased to 70 per cent. In the total number of referrals 
in 1939, in 25 per cent of the cases the source was unknown 
In 1944, in 11 per cent of the cases the source of referral 
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was unknown and in 1949 in 10 per cent of the cases the 
source was unknown. Referrals from friends had increased 
from 8 per cent in 1939 to 14 per cent in 1949 from the 
same source. This latter figure represented an increase 
over the same category for 1944 when only b per cent of 
the referrals had been made by friends. There had been 
noted a decrease in 1949 in referrals from former clients 
during which time only b per cent of the cases were re-
ferred by that source which in 1939 had referred 11 per 
cent of the new continued service cases. In the "direct 
referral" group, however, we noted a sharper contrast over 
the period studied. Referrals from the organized social 
agenci'es in the community remained consistently the larg-
est category with 40 per cent of all the new continued 
services cases being referred by that group in 1939, 58 per 
cent being referred in 1944 and 32 per cent being referred 
by that group in 1949• The most noticeable variation had 
been in the percentage of referrals from that group termed 
"interested persons." In 1939, 9 per cent of referrals 
were made by that group. The percentage of referrals in-
creased to 19 per cent in 1944 from the same group, but by 
1949, 30 per cent of the referrals of the new continued 
cases were made by interested persons in direct referrals 
to the agency. Therefore, this group of persons, the 
"interested persons" category which in 1939 had been the 
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second lowest source of referral was by 1949 the second 
highest source of referral, referring only one less than 
the largest source of referral in that year, the other 
social agencies in the community. Close examination of 
the cases referred by the "interested persons" group re-
sulted in some interesting observations. 
Of the 3 referrals made in 1939, two were by 
doctors and one was by the secretary of a large union. 
The following illustrations bear these points out. 
Case Number 1: Mrs. c. came to the office 
to make application for assistance. Dr. P who 
had treated the C's recently for grippe had 
suggested the agency when Mrs. c. told him of 
her problem in caring for her four young chil-
dren alone. She felt she was on the verge of 
a nervous breakdown. 
Case Number 2: Mr. R., the secretary of 
a metal trade union, referred Mr. B. for 
vocational counselling. Mr. B., an intelli-
gent man with a good education, had applied 
for a job, had appeared depressed and unsta-
ble to Mr. R. 
Of the 15 referrals from this same source in 1949, 
4 came from clergymen, 3 from doctors, 2 from nurses, 2 
from personnel directors and the remaining 4 referrals came 
individually from a lawyer, a school principal, a universi-
ty professor and a post office executive. The following 
illustrations point up these referral sources. 
Case Number 3: Rev. c. of the Episcopal 
Church came to the office to refer Mr. and 
Mrs. H. who were experiencing marital diffi-
culties. The couple had gone to Rev. c. with 
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their problem, but he felt the agency was 
better equipped to deal with it. 
Case Number 4: Dr. L., a psychiatrist 
sent Mr. and Mrs. G. to the agency for 
marital counselling. Although Dr. L. was 
treating Mrs. G. for nervousness, he felt 
there were some environmental factors in-
terfering with his treatment plan. 
Case Number 5: Miss H., school nurse 
at a public high school, referred Phyllis 
N., a student whose parents were dead. 
Phyllis was living with an aunt and had 
appeared unhappy and. depressed. 
Case Number 6: Mr. E., personnel 
director of a large machine company, re-
ferred Mr. G., an employee, for help in 
making plans for his six year old daught-
er who was losing her sight. 
Case Number 7: Miss c., attorney, 
referred Mrs. c., divorced, and pregnant 
by another man, for help in confinement 
plans. Mrs. c. had gone to the lawyer 
when she became upset at the continued 
taunts of her former husband because of 
her pregnancy. 
Case Number 8: Mr. s. came on referral 
from the principal of a grade school which 
his wife's half-sister was attending. He 
was concerned with the girl's behavior and 
feared delinquency. 
This specific study shows clearly that a strong 
trend was being evidenced over the decade in referrals from 
interested persons, and indicated clearly that effective 
interpretation of agency function and policy was under way. 
Although case material is to be dealt with else-
where, this study could not be concluded without attention 
not only to how these cases came to the agency but also to 
38 
the content of the problems. This, too, shows greater un~ 
derstanding of the meaning of the agency to those in the 
community who are also concerned with the total well-being 
of their clients. It is through this group, the "interest-
ed persons", professional people, that the agency program 
has had some meaning for those in the community whom they 
serve and with whose total well-being they are concerned. 
It has been noted that other organized social agen-
cies in the community have been consistent in their refer-
rals and through Community Council relationships and inter-
pretation will undoubtedly continue their referrals. There 
is, however, a noticeable lack of referrals from lay people 
in the community as shown in the percentages of "personal 
sources" referrals. It seems that while referrals from the 
"direct sources" are desirable, that the greatest number of 
cases should come from the people in the community whom the 
agency is set up to serve, the lay persons who make up the 
greatest portion of the population. The application from 
the client, who having heard of the services of the agency 
either by those who have been served or through a publicity 
source, shows clearly the meaning that the agency has for 
the general public. The percentage of unknown sources 
points out the need on the part of the intake interviewer 
to determine the source of the client's application in the 
future if the agency is to know the effect of its efforts 
to make known its services. 
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CHAPTER VI 
A STUDY OF THE ECONOMIC STATUS OF CLIENTS 
ACCEPTED FOR CONTINUED SERVICE 
In studying the 'trends of a family agency with a 
view to future program, the economic status of the clients 
being served is another determinant of effectiveness of 
policy as well as a directive for forthcoming concentration 
of function. It was with this in mind that a study was 
made of the economic status of clients whose new applica-
tions to the agency were accepted for continued service in 
the period studied. The economic status of the person 
supporting the household was considered in this study and 
was based on income. Table II shows the economic status 
of the group. 
Economic Status 
Dependent 
Borderline 
Self-supporting 
Higher Income 
Total 
TABLE II 
ECONOMIC STATUS 
1939 
1 
30 
4 
0 
35 
1944 1949 
0 0 
16 10 
18 33 
2 6 
36 49 
The economic status was divided into four groups 
of people. The "dependent" were considered to be those 
completely dependent on a public resource for basic needs. 
The two agencies in Worcester serving that group are the 
Veterans' Services Bureau and the Board of Public Welfare. 
The borderline group was classified to include those on a 
marginal income level, those needing supplementation and 
those requiring basic maintenance. The self-supporting 
group consisted of those applicants who were independent 
of agency financial assistance , for basic needs, but possi-
bly needing financial help for some special needs at a 
given time. The higher income group represents those 
applicants who were independent of agency assistance for 
all financial needs because of an income over and above 
ordinary wages or other resources. 
The results of this study of the economic status 
of clients accepted for service during the period under 
examination reveal a definite shift between 1939 and 1949 
with 1944 falling in between. In the first year studied, 
the larger number of clients fell within the border~ine 
group whereas in 1949 the larger number of clients fell 
within the self-supporting group. In 1944, there was seen 
a gradual decline in clients in the borderline group and a 
definite increase in clients from the self-supporting 
In addition, although there were no clients in the higher 
income group in 1939, there was a gradual increase in cli-
ents in the same group in 1944 and 1949• 
Closer study and examination of that group which 
had the largest representation in 1939, the borderline 
group, showed that of those 30 new applicants who were ac-
cepted for continued service in the study period, 14 were 
completely unemployed, 6 were irregularly employed and the 
remaining 10 were employed full time but were receiving a 
marginal income from low wages. The following 3 cases were 
selected as illustrative of the economic status of this 
group. 
Case Number 9: R., a young girl of 20 years 
applied for financial assistance as she was un-
employed. Her parents had separated early in her 
life, and she had considerable emotional conflict 
as she had spent time with both parents. The 
case was accepted for financial aid with a view 
to helping on the emotional problem. 
Case Number 10: Mrs. c. applied for tempor-
ary supplementation of her irregular earnings 
from work at a hosiery mill. She was separated 
from Mr. c. who was sending $2.00 weekly for the 
support of their 4 children. At time of appli-
cation Mrs. c. had received only $3.00 weekly 
salary. The case was accepted for supplementa-
tion and help with the marital problem. 
Case Number 11: Mr. B., earning $13.78 
weekly in a wire company, applied for medical 
care for Mrs. B. The case was accepted for 
special need and help on medical problem. 
Examination of the largest group in 1949, the self 
supporting, showed that in the 33 cases accepted for con-
tinued service, the families were all independent by 
various means. In 13 cases the man in the family was work-
ing and supporting the family completely; in 2 instances 
support was from the government allowance to veterans of 
World War II in education; 6 single women were self-suppo 
ing from employment, and of the 2 widows who were accepted 
for continued service one was employed and the other was 
living on savings. In 4 eas-es both the husband and wife 
were working and in only one family was the woman alone 
supporting while the man received unemployment benefits. 
Two women, living apart from their husbands, one separated 
and one divorced, were supported by relatives. One divor-
eee was working and supporting herself. In one ease family 
income was from pension and supplementation was from earn-
ings of other members. In only one instance was the source 
of income not revealed. The following cases were selected 
to illustrate the various types in the self-supporting 
group of 1949• 
Case Number 12: Mrs. A's husband, a truck 
driver for a fuel concern, was earning $35.00 
weekly to support the family of 5. This was 
sufficient for basic needs, but left little 
surplus for payment of bills and Mrs. A. re-
quested financial planning. 
Case Number 13: Mr. V., veteran and stu-
dent at one of the local colleges, was referred 
for help in marital difficulties. The monthly 
government allowance of $120.00 adequately 
provided for the needs of the family of three 
as they were living with relatives. 
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Case Number 14: Miss v., a physically handi-
capped girl of 19 years, was referred for help 
in domestic difficulties arising from her adop-
tion. She was a skilled tradesworker earning 
$60.00 weekly in a large metal company. 
. Case Number 15: Mrs. G., a widow of b2 years, 
came for help with a leisure time plan. Mr. G's 
death four years previously had left her with 
an adequate income from savings and insurance. 
Case Number 16: Mrs. W. came for help with 
domestic problems resulting from Mr. W's alco-
holism. He was employed in a large manufactur-
ing plant and Mrs. W. was a dietitian in a local 
hospital. The entire family of 7 was adequately 
supported. 
Case Number 17: Mr. R. came for help in a 
payment of debts program. Unemployed himself, 
but receiving unemployment benefits, the family 
of 4 relied mostly on Mrs. R's earnings as a 
registered nurse. 
Case Number 18: Mrs. c., divorced, was 
referred for help in making confinement plans 
as she was illegitimately pregnant. She was 
supported by her 19 year old son. 
Case Number 19: Mrs. S. came for help 
with her daughter's behavior problem. Mr. s. 
was working regularly and though the amount 
of his earnings was not stated, Mrs. s. said 
the income was adequate for their needs. 
Exploration of this same group in 1939 revealed 
that of the 4 applications, 2 families were supported by 
income from the man in the home and in one case the woman 
alone was working. In the fourth situation, Mrs. L., a 
widow, was self-supporting. To illustrate this group the 
following cases were selected: 
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Case Number 20: Mrs. C's husband was a mechanic 
at a manufacturing company. Her youngest son was 
experiencing difficulties in school and Mrs. c. 
came for help. 
Case Number 21: Mrs. B., a housemother in 
a girls' dormitory, applied for budget counsel-
ling. Mr. B. was unemployed. 
The final group which indicated specific study and 
illustration, since this group was not represented in 1939 
but was coming into evidence in 1949, was composed of 
clients with high income. Of this group of 6 families all 
were supported by the earnings of the men. Four of these 
were highly skilled engineers, earning over $80.00 weekly; 
one man owned two independent businesses and in one in-
stance salary of $95.00 weekly, but no occupation was 
stated. Two cases follow to illustrate: 
Case Number 22: Mrs. P. who was experiencing 
marital difficulties was referred for counselling. 
Mr. P., an engineer earned $90.00 weekly in a 
large utili ties plant. There were no children-. 
Case Number 23: Mrs. v. applied for help 
with her marital problem. Mr. v., the owner 
of two private business concerns, provided 
for Mrs. v. and their four children extremely 
well. 
Thi s specific study brought two questions to mind, 
namely, what was the change in the policy of the agency of 
acceptance of clients for financial help during the decade 
and what was the emphasis of program of the agency that 
brought about more applications in 1949 from the self-
supporting and higher income group. In 1939 the Family 
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Service Organization or Worcester was still influenced by . 
the traditional function of relief-giving in private agen-
cies though to a more limited degree than in the early 
years of its activities. The agency was following the 
suggestions for relief practices made in the 1937 yearly 
report of the Family Welfare Association of America. These 
proposals were: 
To meet crisis situations in otherwise self-
supporting families in which the need is tem-
porary, immediate or emergent and is of a type 
which cannot be met by public agencies; where 
relief offers a special opportunity to conserve 
values in health or in family relationships or 
to compensate ror deprivations likely to cause 
family breakdown; to supplement earnings where 
public relief is unable to meet deficiency.l 
The agency did not supplement public assistance 
grants, but interpreted its relief-giving function as meet-
ing needs where other problems existed but on which the 
client could not concentrate while economic stress was 
present. It was the thinking that rinancial assistance 
would alleviate this stress permitting the client to 
accept help in other areas. The agency became more aware, 
however, as the years went on, by various studies, that 
help could be effective only when the client recognized 
1. "Function of Family Case Work Agencies," Family 
Welfare Association of America, (mimeograph) 1937, p. 3. 
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that need for help. This meant that unless the client 
could be helped to recognize his real problem, even though 
the worker knew in what areas he was troubled, little could 
be done o·n a casework basis. Concurrently, public welfare 
was broadening its program of service to give more inclu-
sive assistance than it had in the past, until present day 
practice includes giving emergency assistance and supple-
mentation of wages which provide a sub-marginal income. 
When these needs were met, the agency was released from a 
great deal of its relief function and was able to develop 
its counselling services. By 1949, therefore, applications 
for service were accepted on the basis of the help that can 
be offered and can be accepted in areas other than the need 
for basic maintenance. This requires a full understanding 
at intake by both the worker and the client, after explora-
tion, of the basis for acceptance for service. 
The policy of the agency at the beginning of the 
decade accounts for the large number of borderline group 
clients accepted in 1939, but it was of importance that 
the limiting of the agency's program of financial assis-
tance did not lessen the number of applications in 1949 
under its current program as shown by the increase in 
total applications accepted for service from 35 in 1939 
to 49 in 1949• The fact that the greater number of appli• 
cations in 1949 were accepted from clients in the self• 
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supporting and higher income groups indicated that regard-
less of economic status, people wanted help for personal 
and family problems and that the Worcester Family Service 
Organization could be of value to people in all walks of 
life and not just to the economically poor. The second 
fact that emerged was that not only did people who were 
economically self-supporting need help, but that they were 
aware of the services available to them. The 1949 cases 
showed, further, that the agency was reaching a good cross-
section of industry where many problems needing service la~ 
and that further clarification and interpretation of the 
program should be made, not only directly to the working 
people, but also to those who direct industry and through 
whom function and services of the agency can be relayed. 
The fact, too; that the higher income group of clients is 
coming for counselling services shows that this group, too, 
has need of the use of such services, and an effort should 
be made toward greater interpretation of function of the 
family agency to this last group which has had a tendency 
to be reticent in seeking casework service. 
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CHAPTER VII 
A STUDY OF THE PROBLEMS PRESENTED 
The aim of this thesis is to determine trends, ir 
any, in the development of the Worcester Family Service 
Organization during the past decade with a view to ascer-
taining the basis for indices for future development or the 
agency's program. A study toward this achievement was made 
or the problems presented in the intake interview or the 
120 new cases accepted ror continued service in the rirst 
four months or the years 1939, 1944 and 1949· The errorts 
or this study were directed toward discovering whether 
these problems had varied over the past ten years and ir 
so in what way, and what had effected the change. Problems 
were classified according to the basis on which the client 
accepted continued service. Table III shows the tabulated 
results or this study: 
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TABLE III 
PROBLEMS 
Problems as Seen by Client 
Economic 
Employment 
Marital 
Parent-child Relationship 
Mental Health 
Physical Health 
Social-environmental 
Total 
1939 
25 
2 
4 
0 
0 
0 
_lL 
35 
1944 
11 
2 
10 
1 
3 
2 
__:]_ 
36 
1949 
4 
5 
17 
3 
6 
1 
_!.l_ 
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Under the heading "economic" such problems as 
financial planning, household management, inadequate 
debts and all problems of financial need were included. 
Employment problems consisted of vocational counselling, 
planning to allow for employment and factors in the family 
or environment which threaten employment. The problems 
grouped under "marital" were those affecting relationships 
between husbands and wives arising out of difficulties with 
relatives, religious differences, anti-social behavior, 
employment, disagreement on disciplinary measures for chil-
dren, and pregnancy. Parent-child relationship problems 
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included difficulties: between parents and children, re-
sulting from substitute parent or absence of parent, re-
quiring child placement, resulting from possible separation 
and behavior problems. Mental health problems were consid-
ered to be those arising out of ignorance of mental di~ 
sease, emotional instability which affected social, indus-
trial and/or family relationships, alcoholism and drug 
addiction. Those grouped under "physical health" were 
those resulting from ignorance of disease or resources 
available for treatment; resistance to treatment, and need 
for dental, optical or nutritional care. Social-env.iron-
mental problems were those consisting of cultural differ-
ences, school, housing, truancy, juvenile or adult 
delinquency, illegitimacy and personality difficulties 
which affected community relationships. 
A general survey of the foregoing table revealed 
definite trends over the period studied. In 1939, the 
largest number of cases serviced involved economic prob-
lems. There was, however, a gradual decline in these dur-
ing 1944 and by 1949 these cases ranked fifth proportion~ 
ate1y in the list of problems tabulated. In 1944 and 1949 
there was an increase noted in the casesinvo1ving marital 
and social-environmental problems until by 1949 the 
largest number of cases were accepted for help on these 
problems which had little representation in 1939. 
BOSTON UNIV~RSITY 
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In addition those problems involving personality and re-
lationships had no representation in 1939, but were coming 
into evidence in 1944 and 1949• To illustrate the major 
types of problems the cases of each of the two categories 
which showed marked differences in 1939 and 1949 were se-
lected. These were chosen to show the trends in the types 
of the largest number of problems at the opening and close 
of the decade studied. These categories were the economic 
and the marital. 
ECONOMIC 
-
The 25 economic cases accepted in 1939 for con-
tinued service involved financial assistance in 24 in-
stances and economic planning in one situation. Of the 
24 financial assistance cases, 14 required temporary basic 
maintenance, six temporary supplementation and four assis-
tance for special needs. In all of these situations the 
cases were accepted, in accordance with agency practice, 
as need for casework services seemed indicated in other 
areas. 
The problems presented in the 14 eases accepted 
for temporary basic maintenance in five instances involved 
also emotional difficulties, in two cases marital difficul-
ties, in four situations medical problems and in three 
inst ances di~ficulties in client's acceptance of referral 
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• • • the following four cases illustrate these problems 
in the order stated above: 
Case Number 24: Mr. A. was referred for 
financial help as he was unemployed. The re-
ferring agent suspected a personality diffi-
culty with which the client needed help. Mr. 
A. was a young man, a college graduate who 
claimed to have been a salesman. He was, how-
ever, vague and evasive about facts regarding 
actual employment, yet extremely confident in 
his ability. He seemed quite nervous and ill 
at ease, but casually requested agency help in 
establishing work contacts. 
Mr. A. was accepted by the worker as she sensed the need 
for help in areas involving Mr. A's fear and basic inse-
curity. Although the case involved financial assistance 
the worker hoped to use this as a means of leading into 
other case work areas. There were four other similar 
situations involving emotional problems but which were 
accepted for financial basic maintenance in the hope of 
work i n& into the emotional areas. 
Case Number 25: Mrs. D., 23 years of age, 
living apart from Mr. D. came for temporary 
financial assistance as due to a recent appen-
dectomy she was unable to work. Mrs. D. was 
from a southern state, had married Mr. D. since 
arrival in the community two years previously 
and was pretty much alone. Although her atti-
tude at first was one of indifference to the 
worker and the agency, at worker's suggestion 
that Mrs. D. was lonely she broke down. She 
was still interested in Mr. D., whom she felt 
had peculiar mannerisms which aroused fear for 
her physical safety. 
The worker, using financial assistance as the basis for 
acceptance of this situatio~ offered Mrs. D. counselling 
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: 
: 
service to think through her plans for the future, involving 
her marital situation. There was one other similar situa-
tion to Mrs. D's in which the basis for acceptance was hope 
of working through a marital situation although financial 
assistance for temporary basic maintenance was involved. 
Case Number 26: Mr. c. was referred for tem-
porary financial aid as due to a heart condition 
he was unemployed. His return to work at the 
factory seemed unlikely although he had been em-
ployed there for a number of years. The C's had 
four children, all married and unable to help 
financially. Both Mr. and Mrs. C. expressed 
considerable concern over finances, the medical 
condition and future employment. 
The worker felt that acceptance of the C's case for tempor-
ary financial assistance would allow Mr. c. to use casework 
services constructively to discuss his fears concerning his 
medical condition and anxiety about future employment, thus 
enabling him to resume a normal way of living. In three 
other situations, like Mr. C's, the case was accepted for 
temporary basic maintenance where unemployment, the result 
of a chronic medical condition caused fear and anxiety a-
bout the future. 
Case Number 27: Mr. D. came for temporary bas-
ic maintenance due to unemployment. He had been 
out of work for several months from his job as a 
salesman and had carried his family on accumula-
ted savings. He had diligent·ly sought employment 
without success, and expressed considerable anxi-
ety about having to apply for Public Welfare help. 
He felt that he needed direction and counselling 
for future planning. 
The worker in this instance realized Mr. D's feelings 
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around financial help from the public source. There was 
recognition on the part of the worker that this was inevi-
table as Mr. D. promised to be unemployed for a considera-
ble length of time. It was felt, however, that Mr. D. 
needed time to work out his feelings about Public Welfare 
and the case was accepted for temporary financial assis-
tance to help the client work through these feelings. 
Mr. D's situation was typical of three other ac-
cepted cases. In all instances the families had been self-
supporting and the request from the agency for financial 
assistance was the. first application to any agency for 
help. 
There were six cases accepted for temporary supple-
mentation of earnings because of inadequate income from low 
and irregular wages. Of these six cases in four instances 
wages were insufficient to carry the family on basic needs 
and Public Welfare did not afford supplementation; in one 
case there was an alcoholic problem and in one situation 
there was a marital problem. The following three cases 
illustrate these types of cases: 
Ca se Number 28: Mrs. E. was referred by 
the Board of Public Welfare for supplementa-
tion. Mr. E. was an unemployed gas station 
attendant and Mrs. E. was receiving $16.00 
weekly as a registered nurse. There were 4 children. The E's had not resided long 
enough in the city to acquire residency for 
Public Welfare eligibility. Mr. E's work 
record indicated steady employment until his 
55 
recent lay-off one month prior to application. 
The E's had never been known to any public 
agency and in the initial interview Mrs. E. 
expressed considerable anxiety over the finan-
cial situation. 
The case was accepted by the intake interviewer to meet 
the crisis theE's were undergoing arising out of insuffi-
cient income beyond their control. 
There were three other cases similar to theE's 
situation in which the income was insufficient to meet 
basic needs. In all instances the families were attempting , 
to be self-supporting, had never been known to Public Wel- : 
fare and were ineligible because of existing Public Welfare 
regula tiona regarding the amount of income. 
Case Number 29: Mrs. F. applied for tem-
porary supplementation of her husband's income. 
She reported that Mr. F., a mechanic, earned 
$30. 00 weekly which should have been sufficient 
to meet the needs of the family as 3 older chil-
dren of 6 were employed and contributing. Mr. F., 
however, was an alcoholic and contributing irreg-
ularly from his earnings. Mrs. F. had applied at 
Public Welfare but had been refused because of 
Mr. F•s earnings. 
The worker accepted the case for temporary supplementation 
when Mrs. F. expressed the desire to receive help with her 1 
problem concerning Mr. F's drinking. 
Case Number 30: Mrs. G. applied for supple-
mentation of her earnings. She had separated 
9 months previously from Mr. G. who was physi-
cally abusive. She was living with her mother, 
who was working and attempting to support 4 
children from her earnings in a hosiery mill. 
Mr. G. was sending only $2.00 weekly for support. 
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In the intake interview the worker discussed the marital 
situation with Mrs. G. who eagerly accepted the opportunity 
for counselling services. The work.er therefore accepted 
the case for supplementation and help on the marital prob-
lem. 
We noted above that four of these economic cases 
were for special needs which could not be met by any other 
resource. In two cases the need was medical, in one case, 
optical and in one rental for the establishment of a home. 
The case of Mr. H. is illustrative of this group. 
Case Number 31: Mr. H. was employed at a 
local factory earning $13.78 weekly. He was 
attempting to support Mrs. H. and 5 children 
on this amount. Mrs. H. had been taken ill 
and there was not enough money to meet the 
expense of a doctor's fee. Mr. H. was trying 
to avoid application for Public Welfare aid 
and seemed to be a good and interested family 
man. He was extremely upset during the inter-
view over Mrs. H's condition which he felt was 
the result of too many pregnancies. 
The worker accepted the case to meet this special need, to 
help Mr. and Mrs. H. work through their fears concerning 
the medical problem and the use of community resources. 
In the three other cases special needs were met, 
which Public Welfare could not meet and because there was 
considerable anxiety expressed around the problem with 
which the family requested help. 
There was only one situation accepted in this 
category for economic planning. 
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Case Number 32: Mr. K. applied for help with 
future planning. He had been laid off from his 
work as a shoe salesman after 9 years of steady 
employment. In the interview he expressed feel-
ings of futility regarding planning for Mrs. K. 
and their 3 children. They had accumulated and 
were living on some savings, but the future was 
unpredictable and Mr. K. was fearful. 
The worker saw Mr. K's problem as needing both budget coun- 1 
I 
selling to allow for wise expenditure of existing funds and ' 
help with a decision regarding an economic plan for the 
future. The case was accepted by the worker for these 
services. 
In all of the four economic cases accepted for 
continued service in 1949 budget counselling was involved. 
The following case illustrates this type of problem. 
Case Number 3 : Mr. L., a crane operator, 
was earning 7 .oo weekly. He supported Mrs. L. 
and five children on this and had purchased a 
home. Their debts amounted to $1,000 and Mr. L. 
was finding it impossible to meet the monthly 
payments required. 
The case was accepted for help in analyzing Mr. L's budget 
and income in an effort to work out a reasonable plan, with 
the creditors. 
The three other cases of this group in 1949 were 
similar to Mr. L' s in that there was good and regular in-
come from employment, but excessive debt was overwhelming. 
In one instance only was income from the woman, a nurse, 
while the man received unemployment benefits. 
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MARITAL 
The second category which showed wide variance was 
that involving marital problems. In 1939 we noted that 
four marital problem cases were accepted during the four 
months studied. In only one of these cases did the client 
come directly for help with the marital problem; in the 
three other cases application was made for help in other 
areas, but the marital problem was the one on which the 
client planned to continue after the initial interview. 
The following cases illustrate the types of problems in 
the two groups: 
Case Number 34: Mrs. M. came to the office 
for help with her problem concerning Mr. M. 
Because of his drinking and irregular contribu~ 
tiona, Mrs. M. and 4 children had been forced 
to live with her mother-in-l~w. During the 
intake interview Mrs. M. complained bitterly 
of her husband's treatment of her and placed 
the blame entirely on him for their marital 
difficulties. She had been to a lawyer to 
discuss the possibility of a divorce as she 
felt this was the only solution. Her conflict, 
however, was verbalized in the area of concern 
for the children. She felt they were fond of 
Mr. M. and she hesitated to deprive them of 
normal family life. 
During the interview Mrs. M. was offered help to think 
through her feelings regarding the marriage and was helped 
to express her emotional attachment to Mr. M. Mrs. M. 
agreed to enter into a counselling plan with the worker. 
This case was the only one of its kind in the period stud-
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ied in 1939· 
Case Number 35: Mr. and Mrs. N. cmne to 
discuss the possibility or re-establishing a 
home ror their 5 children in the care or the 
State Division or Child Guardianship. They 
had been married for 8 years, but had separa-
ted and reconciled on numerous occasions. 
During these separations each would return to 
the home or his parents. At time or contact 
the N's were living in a furnished room, and 
receiving Public Welfare aid. They had been 
referred by the Public Welfare worker who 
hoped they could be helped to work out the 
marital problem before a home was re-estab· 
lished. 
The intake worker accepted the N's desire for permanent 
reconciliation, and suggested help to work out their in-
dividual differences to determine whether permanent recon-
ciliation was possible. The N's agreed to counselling on 
this basis as necessary to a stable future. 
In one other situation, the woman applied for help 
in re-establishing a home. She was quick to recognize the 
need for evaluation or the problem existing between herself i 
and her husband and at the close of the intake interview 
was beginning to accept responsibility for her part in the 
difficulties. 
Case Number 36: Mrs. o., a middle-aged 
woma~ came for help in budget counselling as 
she felt concerned about mounting debts. She 
was employed earning enough money to support 
herself and Mr. o. who was unemployed. There 
were no children. During the first interview 
Mrs. o. spent considerable time discussing 
Mr. O's unemployment and her part in bearing 
most of the financial planning for the family. 
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The worker suggested that Mrs. o. was extremely concerned 
over Mr. O's work habits and helped her express her feel 
about this. Mrs. o. agreed and was offered help with her 
marital problem as well as the original basis on which she 
had come for help. The plan was started for continued 
treatment on the basis of help with the marital problem. 
In 1949, during the first four months studied 
there were 17 cases accepted for continued service on 
marital problems. Of these four involved alcoholism, two 
interference of relatives and 11 personality differences. 
In this last group one applicant came for pre-marital 
counselling. In all but three instances the application 
was for direct help with the problem presented. The fol-
lowing case illustrations show the types of marital prob-
lema. 
Case Number 37: Mrs. M. came to the agency 
for help with her marital problem of long-
standing resulting from Mr. M's alcoholism. The 
M's had been married 31 years and had S chil-
dren all out of the home. Mr. M. owned a food 
market which was gradually going under finan-
cially because of his neglect. He had refused 
help from Alcoholics Anonymous. Mrs. M. was 
anxious to keep the marriage going and request-
ed counselling to help Mr. M. 
The worker felt that Mrs. M. was mature, and attempting to 
be objective in handling her problem. She offered help to 
Mrs. M. on her own part in the problem and her attitude 
toward it. The plan was acceptable to Mrs. M. who agreed 
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to continued service. 
In two other cases women came for help in trying to 
keep their marriage going and to help their husbands with 
their problem of alcoholism. In the fourth case in this 
category the woman came to discuss divorce because of her 
husband's alcoholism. 
Case Number 38: Mrs. P. came to the · agency 
because she was very unhappy in her marriage 
to Mr. P. They had been married for 2 years 
and Mr. P. had been drinking constantly and 
had been extremely abusive. The P's had one 
child and Mrs. P. stated her confusion about 
the future. 1rhere was no indication that she 
felt Mr. P's drinking to be a problem; rather 
she was concerned only with the abuse she had 
been subjected to. 
The worker accepted Mrs. P's feelings but sensing that her 
own personality might be playing into Mr. P's alcoholism 
offered her help to think through what she wanted to do 
regarding her marriage. This plan was the basis for con• 
tinued service and was decided on after Mrs. P. admitted 
that there was very positive feeling for Mr. P. 
Case Number · : Mr. and Mrs. T. had been 
married years at the time of application and 
had one child. They were living next door to 
Mrs. T's parents whom both felt were interfer-
ing with their marriage, as well as the disci-
plining of their child. Both came for the 
interview and were seen separately. In her 
interview Mrs. T. admitted that she was over-
attached to her parents but placed a good deal 
of the blame on Mr. T. She felt, however, that 
she needed help to work out her dependency on 
her family. In the interview with Mr. T. he 
accepted considerable responsibility for the 
difficulties and asked for help with his own 
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personality difficulties which exhibited them-
selves in a violent, uncontrollable temper. 
The worker felt that there was considerable in-law inter-
ference on the part of the parents of both Mr. and Mrs. T. 
Environmentally, this would have to be handled, but on the 
other hand there were considerable personality difficulties ! 
in both of the T1 s to indicate need for handling on an 
individual basis. The T 1 s and the worker agreed to enter 
into a counselling plan. This situation was similar to 
one other in which Mrs. A. came for help in handling her 
husband's need to live with his parents in order to affect 
a break which would result in less interference from her 
in-laws in the handling of their individual problems. Al-
though it was indicated that this was Mr. A's problem, the 
worker felt that Mrs. A. could be helped to handle the 
situation better and on this basis the plan for continued 
service was accepted. 
Case Number 40: Miss K., a young girl of 
23 years came to the office for pre-marital 
counselling. As the result of family friction 
Miss K. was living with an older sister in the 
city. Since her engagement to E. she had be-
come concerned over the relationship between 
her fiance and his mother. She felt that E. 
was allowing his mother to interfere with their 
plans and resented her future sister-in-law's 
suggestions. She was able to express some 
positive feeling about E's mother, but seemed 
over-possessive about E. During the interviews 
she also expressed considerable feeling about 
her own brother's wife whom she felt had caused 
the friction in their home which had resulted in 
her leaving. Although away from home she was 
constantly concerned about what was happening 
there. 
The worker felt that much of Miss K's difficulty was the 
direct result of her personality. She seemed concerned 
with negative aspects of her own situations and those 
which did not involve her directly. The worker, therefore, 
focused directly on Miss K. rather than the situation and 
offered her help with her decision regarding this marriage. 
Miss K. admitted her confusion and accepted the plan to 
work on her own feelings. 
Case Number 41: Mrs. H. applied for help in 
determining how she . could maintain herself and 
5 children if she divorced Mr. H. The H's had 
been married 13 years and this was Mr. H1 s sec-
ond marriage, his first wife having divorced 
him on grounds of cruelty. According to Mrs. H. 
her husband was extremely jealous and physically 
cruel to Mrs. H. and the children; this action 
was creating behav:lor problems in the children. 
She felt attached to Mr. H. but unable to con-
tinue in the marriage because of her husband's 
personality. 
The worker offered Mrs. H. the opportunity to discuss the 
possibilities of separation and the ramifications of such 
action. It was also felt, but not verbalized by the worke~ 
that although Mr. H's personality was the basis for the 
difficulty, the fact that Mrs. H. had not been able to move 
on this problem up to now indicated need for work in the 
area of analyzing her relationship to Mr. H. Mrs. H. ac-
cepted the plan to discuss her decision regarding the 
future. 
In two other situations there was similarity to 
Mrs. H's in that both clients came for help in working out 
a plan to enable separation and financial support. In one 
case the couple was actually separated and in the other 
separation, resulting from the husband's physical abuse 
and violent temper, was imminent. In both cases the worker 
helped the clients verbalize the desire to continue the 
marriage as the real basis for coming to the agency. When 
this was accomplished both of the clients were able to move i 
into a continued plan for counselling on the handling of 
the marital situation, accepting responsibility for their 
own part in the problem. In five of the remaining seven 
cases in this category the client came for help to keep the : 
marriage going; in two cases there was definite indecision 
about what would be the best plan. The following cases 
illustrate these two types: 
Case Number 42: Mr. and ~~s. V. came to 
the office for help with their marital problem. 
Mr. V., a veteran of 24 years of age, had mar-
ried Mrs. v. while in service 3 years prior to 
application; there was one child. On discharge 
Mr. V. entered college and was now feeling that 
Mrs. v. was inferior to him and unable to arouse 
any interest in his studies. Mrs. v., on the 
other hand felt hostile towar•d Mr. V' s assumed 
attitude and antagonistic toward his intellect-
ual pursuits. Both, howeve~wished to keep their 
marriage going and requested help with their 
individual differences. 
The worker accepted the V's for counselling in their indi-
vidual personality problems to help them determine the 
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cause of their difficulties. 
This case was similar to one other case of a stu-
dent veteran in which the woman came for help in handling 
her problem which she felt arose out of the educational 
factor. The husband in this case, however, was reacting 
differently in that he was drinking and over spending and 
there were three children involved. The woman accepted 
her own attitude as a cause contributing to the problem 
and agreed to a plan to work on this. 
Case Number 43: Mrs. Y. came to the office 
for help in her marital problem. Mr. Y. had 
'figuratively deserted after 14 years of married 
life and she was unable to accept his rejection 
of her. She felt that she had done a great deal 
to help Mr. Y. but did not recognize what nega-
tives she might have contributed to his seeking 
outside interests through other women. She was, 
however, anxious to reconstruct the marriage if 
possible. 
The worker saw Mrs. Y. as a very domineering woman with a 
strong need to direct. The plan for continued treatment 
was based on the thought that Mr. Y. should be seen to 
determine his feelings and then to work through Mrs. Y's 
personality problem. This was like one other case in 
which the woman applied as her husband was becoming in-
volved in outside activities and seemed to be losing inter-
est in the home. The client was concerned over the affect 
of this action on the children who were presenting behavior 
problems. This client, however, was able to accept her 
66 
need to direct as a basis for the difficulty and was will-
ing to focus on her own personality as a cause of the prob-
lem. 
· Case Number 44: Mr. J. came for help in 
making plans to remove one of his three chil-
dren from the home to enable Mrs. J., who had 
just returned from the hospital with a new 
.baby, more relaxation. Although he was working 
it was necessary for him to perform most of the 
household duties at night and this was causing 
friction and resentment. He felt Mrs. J. was 
nervous, but excessively irritable and her con-
dition affecting the children. 
The worker in this interview had accepted Mr. J's problem 
and alloWed him to express his feelings of hostility. There 
was recognition that Mrs. J's difficulty was a separate 
problem, but Mr. J. requested help in working out not only 
the placement which he recognized would only temperate the ! 
problem, but also the marital situation. 
Case Number 45: Mrs. P. came to the office 
for help in deciding what to do about her mar-
riage. The P's had been married for 6 years 
at the time of application and Mrs. P. depart-
ed a few days earlier because she feared Mr. P. 
who'm she claimed was :trying to drive her crazy. 
She said that he had threatened to kill her and 
sat for hours at night staring at her and telling 
her that he was "analyzing" her. 
The worker .felt that the case needed exploration to deter- , 
mine whether Mrs. P. was projecting or Mr. P. was mentally 
ill. There was good indication from Mrs. P's actions that 
she was emotionally unstable. The basis for acceptance 
with Mrs. P. was to help her decide through counselling 
what she shoul d decide regarding the future. 
Case Number 46: Mrs. L. was referred be-
cause the clinic worker who was seeing the 
older boy felt that marital difficulties were 
contributing to the youngster's serious behav-
ior problem. Mr. and Mrs. L. had been married 
for 12 years and had 2 children. During the 
initial interview Mrs. L. spoke little of her 
marital difficulties although she had admitted 
to them and talked continually about herself 
and her attachment to her mother. 
The worker felt that Mrs. L's personality must be directly 
afrecting the marriage but found it difficult to have Mrs. 
L. see the need for help. She finally agreed to continue 
on the basis of how her dependency on her mother might be 
affecting Mr. L's attitude. 
From the cases that have been presented it is evi-
dent that there has been a change in emphasis of the types 
of problems in the continued cases of the Worcester agency 
in the past ten years during the period studied. In 1939, 
71 per cent of the total number of cases accepted for con-
tinued service involved economic problems, which, in all 
but one instance meant the giving of financial assistance; 
in 1949 the economic problem represented only 10 per cent 
of the total number of new continued cases, and the speci-
fi c problems were of a budgetary nature which needed 
counselling services. In 1939 the marital problems repre-
sented only 11 per cent of the total cases accepted for 
continued service while by 1949 this same category made up 
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J4 per cent of the total number of new continued service 
cases, representing the greatest number of problems in the 
period studied in that year. The case ·material showed that 
in 1939 the relief practices of the agency formed the basis ' 
of acceptance for continued service on the part of the 
clients in the economic situations while the worker saw 
this as only secondary to the greater problem on which 
basis she placed the actual acceptance of the case. In 
I 
1949, when relief-giving was curtailed, cases of new appli-
1 
cants were accepted for continued service on the basis of 
a counselling plan, mutually agreed on by the worker and 
client and clients came directly requesting such service. 
This is evident from the material in the 1949 cases in 
which the highest percentage came for help with marital 
problems. This represented that the clarification of the 
agency's function during the decade seems to have been 
effective in cultivating greater understanding in the 
community of the use of counselling services and proves 
conclusively that the curtailment of the relief-giving 
function of the agency has not harmed but helped the agency 
to concentrate in developing its skills toward meeting the 
types of problems co.~ng to the agency. 
The agency had in 1939 as well as 1949 a staff of 
four fully trained and two partly trained workers, capable 
of giving the same services at each end of the decade. It 
appears that the defining of the agency's function has been 
instrumental in allowing the workers to concentrate in the 
field of counselling services personal, family and social 
relationships. 
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CHAPTER VIII 
SUMMARY AND CONCLUSIONS 
During the past decade the Worcester Family Ser-
vice Organization has been attempting to define its role 
in meeting the needs of the community it serves and the 
means of attaining this goal. Toward determining how the 
agency should develop its future program this thesis was 
directed. The writer posed some questions in the intro-
duction which she felt, when answered, would be valuable 
in determining methods for developing a future program. 
These questions were: had the requests for service dif-
fered within the ten years and if so, in what way and what 
had influenced the change? The writer wondered if people 
had a better understanding of the kind of help they needed 
and where to turn for such help; was it that wider and more 
effective interpretation of the kinds of help available 
gave better understanding to people that they could be 
helped; or was it that program changes of the agency due 
to relinquishment of former services to public resources 
was developing definite methods of giving help in situa-
tions which heretofore had not had the full concentration 
of the family case work field; or was the entire trend, 
if shown to be a marked one, a combination of these factor~ 
A study, therefore, was made of the intake inter-
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view in those new applications which had been accepted for 
continued service during the first four months of the ye 
1939, 1944 and 1949· These periods were chosen because of 
the function of the agency at those times in 1939 and 1949 
based on existing policy changes. These were, in all, 120 
new applications accepted for continued service in the 
study period, 35 in 1939, 36 in 1944 and 49 in 1949• The 
points considered in each case were, the source of ref 
the economic status and the nature of the problem on which 
the client accepted continued service. Case material was 
presented from the years 1939 and 1949 to illustrate no-
ticeable contrasts in these points. The cases for 1944 
were used for statistical purposes to indicate the trend 
in the middle of the decade chosen. 
The study of the sources of referral1 showed that 
in all of the three years the largest portion of the re-
ferrals were made by other social agencies, which source 
would probably continue to make the bulk of the referrals. 
There had been, however, a definite change in the number 
of referrals from the "interested persons" category betwee 
1939 and 1949, while other sources showed only slight vari 
ations. The number of referrals in which the source was 
unknown showed the need for closer examination of this 
1. Supra. P• 34. 
72 
point at time of application. The increase in referrals 
in 1949 from the group termed "interested people" who were 
classified as professional people in the community con-
cerned with the total well-being of the individuals they 
serve, proved that the agency interpretation of function 
had meaning for this group which made the second largest 
number of referrals of new continued cases in 1949 and the 
agency should continue to contact these people and work 
cooperatively with them. The lack of referrals from lay 
people, the general public, showed that greater effort 
should be made to reach this largest group in the communi 
from whom the greatest number of referrals could come, ei-
ther directly by personal application or through others 
who had been helped by the agency's services. 
The study of the economic status of the clients in 
the new continued cases of the period under study showed 
marked changes. 1 In 1939- the greatest portion of the cli-
ents were in the "borderline group". In 1944 more clients 
were falling into the "self-supporting" category and by 
1949 the greatest number of clients were self-supporting. 
By 1949, too, clients from the "higher income" category 
were beginning to seek the agency's services. This study 
proved, by the increase in self-supporting clients, that 
1. Supra. P• 40. 
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people regardless of economic status were seeking the 
agency's services and need help for other than economic 
reasons. The agency could be concerned no longer with 
only the economically inadequate, but must offer services 
to meet all needs regardless of economic status. It 
further, that people of all economic classes were aware of 
the agency's services and were ready to avail themselves 
of them. The cases presented indicated, too, that the 
agency was reaching a good selection of industry and fur-
ther pointed up the need to reach further into profession-
al and higher income groups as the fact that there are 
clients from these levels seeking help proves that this 
group needs and can be helped to use the services of a 
counselling agency. 
The study on the problems of the new continued 
service cases showed a definite change in emphasis be-
tween 1939 and 1949.1 In 1939 the greatest number of 
problems were in the economic category and involved finan-
cial assistance in all but one case. At that time the 
client saw as the reason for continuing, the receipt of 
financial assistance, while to the worker relief-giving 
was only secondary to the other problem area on which 
basis the worker planned continued service. In that same 
1. Supra. p. so. 
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year only four cases of the 35 accepted were for continu-
ing service on a marital problem. By 1949, however, the 
largest category of cases offered continued services was 
the marital problem group and clients were continuing on 
the basis of a definite counselling plan worked out at in-
take and there was mutual agreement of the area of' service 
between client and worker. The other problems on which 
continuing service had been offered and accepted showed 
that clients were coming directly for help with personal, 
family and social problems of adjustment, and proved that 
the community was beginning to look on the agency as a 
counselling agency. 
That the policy of the agency at both times in 
1939 and 1949 had influenced these trends was evident.1 
The expansion of public welfare services in the community 
to meet the existing needs, had afforded the Family Service 
Organization, the only non-sectarian family counselling 
agency in the City of Worcester, the opportunity to con-
centrate on offering direct counselling services to the 
community. This policy accounted in part for the increase 
in requests for help with personal problems. The fact is 
significant, however, that the curtailment of the relief-
giving function did not hamper effective services, but in 
1. Supra. P• 46, 47• 
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fact left the agency free to concentrate on its counsell-
ing services. This is evident in the number of applica-
tions · accepted for continued services in 1949 when 49 
applicants were accepted against 35 in 1939 during the 
same period. Actually there had been an increase in 1949 
when there was the same complement of workers, trained and 
partially trained as there was in 1939· 
This study has shown that there have been definite 
changes during the past ten years in the sources of re-
ferral, the economic status of the clients applying, and 
the types of problems in the accepted continued cases. In 
all three points of study it seems that wider and more 
effective interpretation of the agency program has brought 
to the community, understanding of the agency's services 
and the way in which people of all classes, regardless of 
economic status, can be helped with the intangible prob-
lems of everyday living in personal and intra-personal 
relationships. It has shown, too, that people will use 
these services when available and points out that they 
must be made more and more available to more people in 
the community. 
It has been shown, too, that the policy of the 
agency at various times has influenced constructively the 
changes in the types of problems for wh ich help is now be-
ing sought by clients. With the assumption on the part of 
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the public welfare of greater financial responsibility, 
the Worcester family agency is now able to give full con-
centration to the areas of counselling services. It now 
appears, as the result of this specific study that the 
future program of the Worcester Family Service Organiza-
tion lies in the direction of counselling services in the 
field of personal and family relationships and the devel-
opment of skills among its workers in the handling of these 
problems. 
In developing the future program of the agency 
concentration of interpretation should be made to influence 
more referrals from the general public and from those 
of people who are in a position to refer more cases, the 
professional people of the community. Industry and the 
professions should be reached so that all in these fields 
can become more aware of the services of the family agency. 
It is indicated that there is a need for an intensively 
planned publicity program to increase applications and 
awareness of the agency's services. This can be accom-
plished through newspaper articles, radio programs, lec-
tures to civic groups such as Parent-Teachers Associations 
and social clubs such as the. Young Men and Women's Chris-
tian Associations and other similar organizations. Courses 
could be offered to various groups on a common problem 
through which direct requests for individual service could 
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come. 
In addition, the enl istment of the services of the 
community leaders in industry and in the professions on 
special projects such as case committees and board member-
ship should prove effective in bringing, through the under-
standing of these leaders, greater and more widespread 
interpretation of the counselling services of the agency. 
There is need indicated for these services and the agency 
is prepared to offer to the community it was inaugurated 
to serve, counselling services in the area of personal and 
:family problems. 
Approved 
~ra~-
Richard K. Conant 
Dean 
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APPENDIX 
CASE SCHEDULE 
I. SOURCE OF REFERRAL 
Personal 
neighbor 
friend 
former elient 
unknown 
Direet 
other agency 
interested persons 
eommunity eontacts 
II. ECONOMIC STATUS 
Dependent 
Borderline 
Self-supporting 
Higher-income Group 
III. NATURE OF MAJOR PROBLEM 
Economic 
Employment 
Marital 
Parent-child Relationship~ 
Mental Health 
Physical Health 
Social-environmental Relationship~ 
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